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本论文中的服务管理系统基于国际先进的 ITIL 规范和 HP ITSM（IT Service 
Management，即 IT 服务管理）参考模型设计，采用 HP Open View Service Desk（OVSD）

























With the development of enterprise scale and the evolution of business opportunities, the role 
of IT in the enterprise have or are a major change, predictably, the development direction of 
enterprise IT is from the traditional "cost center", to "service" for business management, and 
then evolved into enterprise core "business", finally become the fresh power to promote the 
enterprise change "innovators". 
    At present the IT department of many enterprises is in the enterprise cost center stage, 
the main characteristic of this stage’s enterprise IT is that supports the business development 
of the enterprise just from the tactical and technical level. The IT department usually should 
be told by the business department that it need to spend how many money in a business 
automation system. At this stage, it is shot of the tight cooperation relationship between IT 
and business. The IT department is usually busy fighting "fire" when the IT fault occurs. 
Then when IT becomes a "service" for business development stage, the IT department can 
evaluate enterprise’s business needs actively, develop the IT development plan, and deploy 
and manage the IT services according the planning and design. At this stage, the IT 
department can provide enterprises with real business solutions, realizing the business value, 
and winning the respect of the business department. 
    Until today, in the development of information technology, the information is no longer 
a logistical support department, and is no longer a cost center. It should be a service center, 
and then develop into a profit center in the future. In the realization of business development 
strategy of power supply bureau, information department should play a key role. Therefore, 
the information department mission is to focus on the company's core competitiveness and  
achieving this goal. 
    Service management system in this dissertation, based on the international advanced 
ITIL specification and HP ITSM reference model, is designed. It use HP Open View Service 
















ITSM Service management processes, so as to realize the automation and standardization of 
ITSM processes. 
    Project at the early stages of the service management system includes the realization of 
the event management, configuration management and the function of service desk, and 
provides interfaces of related system (for example, the EIP system, network monitoring 
management system, desktop management system, etc.). Each module is relatively 
independent and complete their functional requirements by themselves. Between different 
modules and related to each other again, they complete service management of power supply 
bureau. 
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在 IT 建设投资项目的生命周期中，与 IT 项目的服务和运营有关的时间大概有







IT 服务管理（ITSM, IT Service Management）是一种 IT 管理，起源于 ITIL
（IT Infrastructure Library, IT 基础设施库）[6]。ITIL 与传统的 IT 管理不同，它是
以高质量的服务管理为核心思想，是一种“以服务为中心”的 IT 管理方式，融
合了 IT 服务管理的最佳经验。 
传统的 IT 管理模式是面向职能的管理，IT 组织机构往往按照地域划块管理，
每一块又按照工作性质（如开发、运维等）和技术领域（如网络、主机、数据库、
应用系统等）垂直划分[7]，各部门以及个人只关注所在区域或技术领域的问题，




















IT 服务管理与传统的 IT 管理之间的不同在于：前者最大的特点是有效地融
合 IT 和业务需要，同时在意 IT 的投入成本以及所得效益[8]。IT 服务管理是一种





种 IT 再造工程的结果就是建立了一个基于流程化管理(process management)的 IT
管理模式[10]，流程化管理具有以下几个特征： 
 一个流程通常涉及到多个部门的员工 
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